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CALENDAR OF ACTIVITIES
1984
JULY
1984
Aerobics

3uns
le
)
3 Shield
Iht

Women's Intramural
Softball

5

Aerobics
Men's Intramural
Softball
Blood Drive

12

Aerobics

Women's Intramural
Softball
18

Aerobics

17
Women's Intramural
Softball
T-Men vs.
New York

Aerobics
New Sales
Representatives
Briefing

24
Women's Intramural
Softball
Jacksonville Suns vs.
Orlando (thru 7/25)

25

Aerobics

31
Women's Intramural
Softball
"Lighten Up" Stress
Management Class

16

Suns

30

1984

T

7
Women's Intramural
Softball
Tennis Lessons
14

13

Aerobics

Tennis Lessons

w

T-Men vs.
Ft. Lauderdale

Tennis Lessons

21

20

Employees'
Club Trip to
Circus World
Jacksonvilie Suns vs.
Charlotte (thru 7/31)

28

27
T-Men vs.
Rochester

1984

T

F

s

2

8

9

10

11 Tennis Lessons
Intramural Softball
Tournament
Drew Park

16

17

18 Tennis Lessons
Employees' Club
Trip to Six Flags
Jacksonville Suns vs.
Greenville (thru 8/21)

24

25

3

Tennis Lessons
Super Saturday!

Payday
Tennis Lessons

Aerobics

Aerobics
Jacksonville Suns vs.
Columbus (thru 8/25)

23

Aerobics

Tennis Lessons

Tennis Lessons
30

4

Payday
Tennis Lessons

Aerobics
Men's Intramural
Softball

29
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Payday
Board of Directors
Meeting (thru 6/21)

26

22

28
Aerobics

14

Aerobics
Men's Intramural
Softball

15

21

27

19

Blood Drive
Jacksonville Suns
vs. Chattanooga
(thru?/15)

Aerobics
Men's Intramural
Softball
Jacksonville Suns vs.
Birmingham (thru 8/4)

Tennis Lessons
T-Men vs.
Ft. Lauderdale

Aerobics
20

13

Payday

Aerobics
Men's Intramural
Softball

1

6

6

7

AUGUST

M

s

F

T

T-Men vs.
Oklahoma City
Independence Day
Company Holiday

11

10

9

23

4

3

2

w

T

M

Payday
Tennis Lessons
Jacksonville Suns vs.
Orlando (thru 9/1)

31
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*1 YEAR
Cary Britt

Tampa Branch Audit
Joseph Butler, Jr.

Finance

Gail Collins

Professional & Provider
Services
Clark Coogan

Internal Audit

Kim Cox

Patricia Richards

Tampa Branch Audit

Jeffry Suggs

Ft. Lauderdale

Dianna Pritchett

Rita Towne

Computer Operations

Jacquelyn Ward

Systems Support
Deborah Weisman

Claims Technical Support
Gerald Williams

Computer Operations
Vanessa Williams

BS Basic Suspense Examining

Karen Wilson

Incoming Mail Distribution

Grover Crawford

Andy DePirro

Rating & Underwriting
Elaine Dillon

West Palm Beach District
Office
Kathryn Forbes

Tampa Branch Audit
Joseph Friedman

Coral Gables Audit Branch

James Rowe

Actuarial

Health Industry Systems

Orlando District Office

Private Business C
Entry I

Karen Jenckes

State Group Claims

Ronald Rugg

Teresa Pugh

Coral Gables Audi

George Partin, Ill

Engineering and Maintenance

Valarie Powers

West Palm Beach I
Office

Carl Hutton, Jr.

Eugene Moore

Statistical

Correspondence Section

Darryl Hanner

Safety and Security

Marcia Reid

Health Services Data

Landmark Health
Legislation Becomes Law

A Well Deserved
Pat on the Back

Computer Operations

Judy Myrick

6

Miami District Office

West Palm Beach District
Office

Sally Lintzenich

�

Gloria Lopez

Medicare B Communications
Unit Ill

Catherine Lawall

Network Operations

Joni Gilliard

Information Department

Marketing Advertising and
Sales Promotion

Jacksonville Audit Branch

Janet Lewis

Michele Gatto

Corporate Budget Department

Linda Lince

Loraine Klein

Tallahassee District Office
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Coral Gables Audit Branch

St. Petersburg District Office

Ft. Lauderdale District Office
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Carlos Lens

David Kleba

Systems Development
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Michael Jenkin

Jacqueline Jones

Lawrence Smith
Nancy Stowers

Network Operatior
Francisco Talana
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Private Business Claims Exam
Entry

Cheryle Taylor

William Jones, Jr.

Laura Thorpe

Manual Systems and Methods

I. David Kibbe

Manual Systems ar

West Palm Beach [
Office

Institutional Reimbursement
Administration

Sara Vega

William Lambert, IV

Nancy Wall
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Rita C. Carter, Special Inquiries,
to William D. Sheppard, Jr. on
May 26, 1984.
Larry K. Williams, Mail
Operations, to Blanche E. Watson
on May 5, 1984.
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Delphiane Detrick

Florida Marketing
James Geer, Jr.

Mutual Activities Unit

*20YEARS
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Customer Service
:l, and her
d.
on February 28
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er husband, Bill.
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Training &
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Laura Jones

Government Programs
Marketing
* 15 YEARS
Margaret Anderson

Federal Employee
Supplemental Claims
Eliza Baker

Retirees

Direct Accounting
Unit IV, will retire after 23 years
of service.
Doris Milloy, Micrographics, will
retire after 17 years of service.
Eyler P. Bray, Professional and
Provider Services, will retire after
17 years of service.
Jane Cogburn, FEP
Correspondence, will retire after
15 years of service.
Klara Schlinkmann, Private
Business Claims Preparation,
will retire after 15 years of
service.
Lewis Suber, Engineering and
Maintenance, will retire after 15
years of service.
Sallie Key, Medicare B Mail
Operations, will retire after 10
years of service.
Reba Hall,

National Accounts and Critical
Inquiries
Willie Blunt

Inpatient Processing Section

Cassandra Brock

Sidney Ough

Systems Support
Sandra Reber

Production and Change
Control
Stephen Sanders, Jr.

Health Services Data

Klara Schlinkmann

Private Business Claim
Linda Smith

Rating and Underwriting
Donna Terry

Inquiry Control
Gussie Turner

Ft. Myers District Office

Glenn Utt, Jr.

Hospital Charge Audit-Central
Gerald Vaughan

Claims Support
Lewis Wussier

Systems Support

Major Medical Comprehensive
*10YEARS
Suspense
Paula Chastain

Financial Accounting
Jane Cogburn

FEP Correspondence

Emily Crum

Federal Employee
Supplemental Claims
Patricia Fitzpatrick

Wanda Ashley

Cashiers

Minnie Banks

Private Business Claim
Jean Becker

Local Group Inquiries

Sharon Bell

Med B Telecommunications

Organization Personnel
Development

Gladys Bennefield

Alma Fowler

Flora Briley

Admin. Services Post Claims
Audit
Peggy Gray
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Cost Accounting
Patricia Brown

Medicare Microfilm Simplex

National Accounts and Critical
Inquiries

Robert Carlton

Janet Heney

Advanced Systems Planning

Valarie Dexterhouse

Robert Luker

Victoria Egerman

Systems Support
Johnsetta Mack

Inquiry Control

Management Systems.
Direct Market Inquiries

ASO State Group
Correspondence
James Gray

Med B Claims

Laura Herrington

Technical Services

Managers and supervisors from
every department of the
corporation - from accounting to
word processing - got together
recently and found that no matter
how varied their work, they all have
one thing in common: the delivery
of service to our customers.
And, if everyone is working for
the same customers, the team
building group determined, it
naturally follows that the corporate
goal of superior customer service
has to be shared by everyone if it is
to work.
"Not really understanding the
goal and their responsibility in
helping achieve that goal had left
some employees with the
misconception that superior
customer service is strictly a
customer service department issue,"
said Tom McGeehan, director of
Customer Service, who served as
technical advisor to the work
groups. "The major result of these
work sessions was a new awareness
that soon began to grow into a
feeling of individual commitment to
customer service."
"Successful delivery of our
services," McGeehan said, "requires
that we understand our customers'
needs."
And when it comes to knowing
what our customers needs are, the
Florida Plan has a strong
advantage. Our Inquiry Control
System provides an automated
means of recording all inquiries
received from customers through
letters, phone calls and visits. This
system makes it possible for us to
analyze the 120,000 inquiries we
receive monthly and, consequently,
allows us to determine the specific

People Make It Happen
by John Nunn

People make it happen
Make it come alive;
We have to work together
So Blue Cross can survive.
Superior customer service
Isn't just a phrase
It's a concept we11 live with
For the rest of our days.
People make it happen,
Commitment is the key;
If you can't buy in
You can say good-by.
The Jekyll Island lesson?
Commitment is the key;
Superior customer service
Depends on you and me.

needs and concerns of our
customers.
The key, then, McGeehan
emphasizes, is to make sure
everyone works together to respond
to those needs once they have been
identified.
According to William E. Flaherty,
President of Blue Cross and Blue
Shield of Florida, superior customer
service is a critical issue for the
corporation at this time. "If we are
to succeed in the changing
environment of health care delivery
and financing, and if we are to
remain competitive, we must be a
leader in the industry and be
recognized as the 'best.' Servicing
our various publics through
superior customer service is crucial

to that accomplishment," Flaherty
said.
McGeehan said he believes that
the work sessions with supervisors
and managers have created a
powerful nucleus of people within
the corporation who now have a
renewed commitment to the need
for individual dedication to the goal
of superior customer service. And
McGeehan added, "It's hoped that
they can now pass that awareness
on to the others in their areas. A
corporate-wide customer service
task force is also being formed.
With this groundswell of support we
should be able to keep moving in
the right direction."♦

Harriett Holmes

Correspondence Section
2

SUPERIOR CUSTOMER SERVICE

Personal Viewpoints
The supervisors and managers who attended the team building sessions, at Jekyll Island in April and at Mission Inn
in June, came back with some definite ideas about customer service. Here are some of their thoughts:

•J
3

Bill Hazelhurst, supervisor,
Mai/room: "The
corporation's work starts
and ends here. By realizing
I have a part in achieving
the goal of superior
customer service, I now
feel more a part of the
organization. It's really a
team concept. I think if
everybody realizes the
impact they can have,
they'll work toward the
goal."

Carolyn Wennerstrom,
supervisor, Medical
Review, Part A, Appeals:
"Our work comes to us
when a beneficiary has
appealed because a claim
has been denied. So, of
course, we think we have
all the headaches. But
these meetings with
people from other work
areas helped me realize
what others have to put up
with in their jobs. It takes a
real effort but we all want
to give better service."

Corine Steward,
supervisor,
Comprehensive Claims:
"We meet at break and talk
about the session at Jekyll.
It just made you feel
different about everything.
We're trying in claims to
process the work right the
first time. Superior
customer service is the
'total ballgame.' I think
we're heading in that
direction."

Jim Gray, Assistant
Manager, Medicare B
Claims: "The meetings
heightened my awareness
of the issue and the
company's dedication to
achieving better service. If
everyone understands the
importance of superior
customer service to the
company and how they
can affect this in their own
jobs, we will have taken a
giant step toward
achievement of our goal."

Frances Dyal, manager,
Systems Support:
"Improvements can be
made in all areas,
especially systems. While
we don't come into direct
contact with customers,
we support many of the
other areas which do. The
work sessions gave us a
good opportunity to meet
these people - to put
faces and personalities to
names. I think the result
will be better working
relationships between
departments.''

Mario Rubio, manager,
Group Membership and
Billing: "In this department
we have a lot of contact
with subscribers and
groups. At Jekyll we all
came to look at customer
service as what we stand
for as a company. We're all
in this together. Customer
service is the responsibility
of every employee in the
corporation."

______ People & Eve

Sportsfest '84 This year's city-sponsored
recreation day was a day of fun in the sun at
Jacksonville Beach. Employees of a variety of
Jacksonville's companies - including about 20 Blue
Cross and Blue Shield of Florida employees competed in activities ranging from a "Best Body"
contest to Tug of War. Our employees tied for 5th
place, overall, out of 45 company teams. This happy
group placed second in the volleyball competition.
Pictured below - (front, L-R) Mary Plumm, Vickie
Robie, Vickie Brooks, (middle, L-R) Bonnie Blaess,
Raul Delvalle, Mike Schimming, Debbie Chandler,
Charles Graziano, (back, L-R) Phil Merganthaler,
Debbie Hopkins, Bobbi Rhodes, Leslie Hart.

Can we play softball? Just ask E
#1 women's softball team and Blue Cross#
softball team. Each won first place in a soft
tournament with 9 other women's and 9 oH
teams from other Plans in the Southeast. 0
two teams each finished fourth. Approxima
players and fans traveled by bus to Jacksor
Mississippi Memorial Day weekend for the
tournament. Four women and 3 men from E
Cross and Blue Shield of Florida were chm:
all-star team. Mike German, Systems (beta,
Kim Kirkland, Medicare B Claims, (above) �
they came for - hits!

Barbara Hunter

(formerly Hoffman),
Director of Benefits
Administration, "monkeys
around" for the last time
before her May 27
wedding. Barbara's
friends surprised her in
the third floor cafeteria
with a bridal shower and
a singing telegram. "We
wanted to send her out in
style because she's so
special to us," said Janice
Boxx, the telegram
coordinator.

Landmark Health
Care
Legislation
.
----,
Becomes Law
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and employed within
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the new legislation will
he current cost of
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les the state to review
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which exceed
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nly as a final step.
l the emphasis on free
)etition, the law
the use of price

competitive initiatives such as
preferred provider organizations
and health maintenance
organizations - alternatives which
Blue Cross and Blue Shield of
Florida is firmly committed to
offering consumers.
Another important provision of
the law concerns the issue of
indigent care. To ensure quality
care for Floridians on fixed
incomes, while at the same time
encouraging competition among
hospitals, the law enables the state,
in the near future, to create a fund
to increase Medicaid funding to
assist in indigent care.
In addition, the state will study
the extent of the problem and
recommend alternative funding for
indigent care. Increased indigent
care funding should allow those
hospitals which have many ctlarity
patients to compete in price with
other hospitals, without charging
paying patients more.
Budget review and indigent care
funding represent two of the major
ways this new law addresses health
care cost containment. Our
challenge will be to redouble our
efforts to deliver cost effective
health care options so that Florida's
health care climate is one in which
private market initiatives are free to
develop.♦

Talking About
Cost Containment
In Washington
Since the rise in health care costs
is one of the most critical issues
facing our country today, the
president of Blue Cross and Blue
Shield of Florida, Inc., William E.
Flaherty, and members of
Florida's Congressional
delegation met in Washington,
D.C. on June 1 9 to share their
views on health care cost
containment. This discussion was
part of the Fourth Annual
Congressional Briefing hosted by
Flaherty for the delegation.
This briefing provided an
excellent opportunity for Flaherty
and Florida legislators to
exchange ideas and discuss the
health care concerns of
Floridians. The focus was the cost
containment efforts of both Blue
Cross and Blue Shield of Florida,
Inc. and Congress. Cost-saving
initiatives by Blue Cross and Blue
Shield of Florida, Inc. already in
progress, like health maintenance
organizations and preferred
provider organizations, were
reviewed.
The event was the result of a
joint effort by Mike Hightower,
director of Governmental and
Legislative Relations and Ray
Chaffin, director of Government
Programs and their staffs. Close
coordination between the two
areas was maintained by Rochelle
Alford, manager of Governmental
Relations and Legislative Affairs
and Laura Jones, federal
legislative analyst, Government
Programs.♦
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If our customer service
representatives are smiling more
than usual, they have a good
reason.
To find out how good our
customer service really is, the
Private Business Consumer
Research area decided to get first
hand information by asking our
customers their opinion of our 1 60
full-time customer service
representatives and of our overall
service delivery.
And the result? "We've received a
lot of positive response on the
performance of our customer
service representatives," said
Barbara Hunter, director of Benefits
Administration.
A survey sent to customers asked
them to judge the service
representatives on courtesy,
knowledge, understanding and
clarity. And according to the
survey, our customer service
representatives as a whole received
high marks in all categories,
especially courtesy. "Most of our
customers seemed satisfied with the
attitude of the representatives," said
Diane Sibley, supervisor, Private
Business Consumer Research.
And most service representatives
agree, "attitude" is the key to doing
their job well.
"Listening to the customer is
important. I enjoy the contact with
the older people and try to be a
good, friendly listener for them to
turn to," said Janet duBois, a
customer service representative in
the Ft. Pierce office.
"I'm there to try and help the
customer," said Jane David,
Panama City customer service
representative. David said she tries

to put herself in the customer's
position and remember that they
may be upset about their claims.
"What counts is trying to resolve
whatever problem they have and
understanding that the customer
doesn't usually understand
insurance," said Judy Jones, State
Group Correspondence,
Jacksonville.
duBois looks at the customer
service representative position in
this way, "I'm here to help my
parents. If I wasn't, I'd want
someone around who listened to
their problems and tried to help."
Sibley and Jan Jan Lam,
manager, Quality Management, said
7,243 Inquiry Satisfaction Surveys
were sent to a random sampling of
customers who had recently made
inquiries. The sample was chosen
from inquiries received by the home
and field offices. Nearly three
thousand surveys were returned.
David said customers she had
worked with came to her and told
her about receiving the surveys.
"They seemed pleased that Blue
Cross and Blue Shield of Florida
was taking the time to hear what
they had to say," she said.
The Private Business Consumer
Research area plans to repeat the
survey on a periodic basis, as this
appears to be a good source of
information about our service in
general, as well as about individual
representatives.♦

Kids In
Distress
Some youngsters in Ft.
Lauderdale who probably felt they
didn't have a friend in the world
now know someone cares.
Kids in Distress, a home for
abused children, has been
"adopted" by the fifty-four
employees in the Ft. Lauderdale
district office.
"It broke our hearts when we
heard about these children," said
Nancy Lawton, who is a
supervisor in the field office. The
Ft. Lauderdale staff has been
making the holidays special for
the youngsters since Christmas.
That's when John Sullivan,
Medicare Audit, delivered the
group's first offering of food,
clothes and toys to the children.
The sad stories of abuse
Sullivan brought back that winter
day - of a little boy beaten so
severely he was in a body cast
and a baby girl blinded by the
severe treatment she'd received committed the group to helping
Kids in Distress permanently.
"The people here are a family
oriented group," said Lawton. "We
wanted to sponsor this
organization because, even
without the benefit of federal
funding, they're providing the
home and love these children
wouldn't otherwise have."
Kids in Distress co-director
Jeanne Miley-Clark says most of
the youngsters have never before
experienced "the consideration
and generosity" shared by the Ft.
Lauderdale staff. "They have
contributed a large measure of joy
to these young lives," she said.
"Our main concern was the
children," Lawton said. "But we've
found that by helping them, we've
gained joy ourselves."♦
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Q: With our employee health

insurance program, what is
covered under Major Medical and
what is the deductible?

Major Medical coverage
includes such things as routine
physician office visits, prescription
drugs, durable medical equipment
and prosthetic devices. There is a
$200 deductible per year for a
single contract and a $400
deductible per year for a family
contract. If you do not meet your
deductible within a year, you may
carry over the last three months in
that year and apply it towards
your next year's deductible. For a
full list of benefits please contact
Claims and Mem bership
Assistance at 354 333 1 .

A:

Q : What is the cost to carry life
insurance on my dependents ?

A: The amount o f life insurance

coverage available for your
spouse is $ 1 0,000 and would cost
$ 1 .80 per month. If you have only
children to insure, the coverage is
up to $3,000 (depending on the
age of the child) and is $ 1 .20 per
month. Coverage for both a
spouse and children is $3.00 per
month.

Q: When does my life insurance
go into effect?

A: As an em ployee, you are

covered under our Basic Group
Life and Accidental Death and
Dismem berment policy on your
first day of em ployment. I f you
elect to purchase the
Sup plemental or Dependent Life
I nsurance, coverage will b e
effective three months after you
enroll for this coverage.

Q: Does an employee have to

apply in advance for a floating
holiday?

Yes. Floating holidays must
be pre-scheduled and ap proved.
They must be taken in increments
of eight hours and can be applied
for by using the existing vacation
request forms.♦

A:
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The Wellness Program:
Prescription For A
New Lifestyle
What helps you keep your blood
pressure under control, teaches you
how to stay sane despite a hectic
lifestyle, snuffs out your cigarette
habit AND puts you on the path to
physical fitness?
No, it's not a miracle cure-all. It's
the corporate Wellness Program which provides a series of health
maintenance benefits free to
em ployees.
The Florida Plan is sup porting
each of its em ployee's quest for a
healthier lifestyle by offering four
specific programs:
Hypertension Screening - an
ongoing screening and education
program in which each em ployee is
scheduled to have a blood pressure
check during his/her birth month;
Stress Management Seminars periodic workshops designed to
help em ployees learn to recognize
and Iive with stress;
Smoking Cessation Classes sessions which help em ployees
learn why they smoke and how to
kic k the habit;
Aerobic Exercise Program - a
self-paced program , called "On the
Move," which helps participants
design a fitness program using the
exercise of their choice.
These particular health promotion
programs were chosen because
they offer training and motivation
for em ployees in the areas which
utilization studies showed the
greatest needs.
The Wellness Program is a
cooperative effort of Bill Johns,
director, and Mary Rose Patejak ,
health industry analyst, Utilization
and Health Care Analysis; Marilyn
Hontz, director, Com pensation and
Benefits; and Susan Munson,
manager, Em ployee Benefits.

Employees Get On- The Move

The Payoffs

This program offers both short
term and long-term benefits, " said
Johns. " Right away there. is a
morale boost because obviously the
com pany is doing something for the
direct benefit of the em ployees. And
once the programs are over,
hopefully the habits have become a
part of each person's lifestyle."
Taking the Wellness Program "On
The Road"

The Wellness Program being
offered here has also been
introduced on a " pilot" basis to
twenty-six Florida Plan accounts
statewide. And now the Utilization
and Health Care Analysis area has
received the go-ahead to begin
marketing the Wellness Program
both to our large groups (em ployers
will be charged a nominal fee for
the program ) and other Blue Cross
and Blue Shield Plans.
"Six groups have already
expressed an interest in purchasing
the health education programs,"
Johns said. "We hope to turn this
into a successful venture for the
corporation."♦

Some find their morning
break is a cooler time to
organize a brisk walk.
(L-R: Maxine Odum,
Sarah Lee,
Marianna Ward,
Norma Viana.)

r

"Can you believe it? I 've got my
resting heart rate down to 58?!"
That's the kind of fitness-oriented
conversation being heard
everywhere around the building
these days.
The activity which is generating
all the excitement is the On The
Move Program - a self-paced
aerobic exercise plan.
"It's been fun to see how people
are changing - how good they're
feeling about themselves, " said
Mary Rose Patejak , health industry
analyst, Utilization and Health Care
Analysis department.
Patejak added that she was
delightfully suprised at the variety of
participants - which represents all
levels of the corporation and
includes everyone from dedicated
athletes to those who haven't
exercised in years.
The program 's broad appeal
seems to be due largely to its
design which helps people
gradually grow accustomed to
exercising so that it eventually
becomes second nature.

During the noon hour, tennis shoes with
business clothes represent the 'B0's
fitness look. (L-R: Patricia Jackson,
Wendy Rogers.)

Eleven hundred em ployees began
the exercise program and almost
800 made it through the first phase
to receive an On the Move tee shirt
(which, of course, had absolutely
nothing to do with anyone's
participation) ! It appears as many as
seven hundred will finish the full 1 2
weeks and be a part of the
graduation celebration and
Superstars Day August 4th at Bolles
School.
According to Patejak , who along
with Susan Munson, Em ployee
Benefits manager, coordinated the
program , the forty team leaders
have been a key to the success of
the program - by keeping
everyone motivated.
And, of course, the idea behind
the program is that after
experiencing the good feeling that
comes with a regular exercise
program - people will want to
make exercise a way of life.♦

Getting together for a jog right
work is a fun way to get a gooc
workout. (L-R: Vickie Hardin, P
Bu/Jar, Karen A usum, Belinda A
Judy Brazile.)
Riverside offers many scenic p,
lunchtime walk with friends. (L
Render, Bobby Ross, L ila Rodg
Gloria Gardner.)
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ur employee health
program, what is
nder Major Medical and
� deductible ?

\lledical coverage
uch things as routine
office visits, prescription
· able medical equipment
,etic devices. There is a
ctible per year for a
tract and a $400
i per year for a family
f you do not meet your
i within a year, you may
the last three months in
tnd apply it towards
year's deductible. For a
)enefits please contact
d Membership
� at 354 333 1 .
s the cost to carry life
on my dependents ?
1ount of life insurance
:lvailable for your
$ 1 0,000 and would cost
nonth. If you have only
> insure, the coverage is
)0 (depending on the
child) and is $ 1 .20 per
,verage for both a
d children is $3.00 per
'loes my life insurance
'ect?
�mployee, you are
1der our Basic Group
ccidental Death and
irment policy on your
employment. If you
rchase the
ntal or Dependent Life
coverage will b e
1ree months after you
his coverage.
•n employee have to
·Jvance for a floa ting
oating holidays must
1eduled and approved.
: be taken in increments
>urs and can be applied
1 9 the existing vacation
rms.♦

The Wellness Program:
Prescription For A
New Lifestyle
What helps you keep your blood
pressure under control, teaches you
how to stay sane despite a hectic
lifestyle, snuffs out your cigarette
habit AND puts you on the path to
physical fitness?
No, it's not a miracle cure-all. It's
the corporate Wellness Program which provides a series of health
maintenance benefits free to
employees.
The Florida Plan is supporting
each of its employee's quest for a
healthier lifestyle by offering four
specific programs:
Hypertension Screening - an
ongoing screening and education
program in which each employee is
scheduled to have a blood pressure
check during his/her birth month;
Stress Management Seminars periodic workshops designed to
help employees learn to recognize
and live with stress;
Smoking Cessation Classes sessions which help employees
learn why they smoke and how to
kick the habit;
Aerobic Exercise Program - a
self-paced program, called "On the
Move," which helps participants
design a fitness program using the
exercise of their choice.
These particular health promotion
programs were chosen because
they offer training and motivation
for employees in the areas which
utilization studies showed the
greatest needs.
The Wellness Program is a
cooperative effort of Bill Johns,
director, and Mary Rose Patejak ,
health industry analyst, Utilization
and Health Care Analysis; Marilyn
Hontz, director, Compensation and
Benefits; and Susan Munson,
manager, Employee Benetits.

Employees Get On The Move

The Payoffs

This program offers both short
term and long-term benefits," said
Johns. "Right away there. is a
morale boost because obviously the
company is doing something for the
direct benefit of the employees. And
once the programs are over,
hopefully the habits have become a
part of each person's lifestyle."
Taking the Wellness Program "On
The Road"

The Wellness Program being
offered here has also been
introduced on a "pilot" basis to
twenty-six Florida Plan accounts
statewide. And now the Utilization
and Health Care Analysis area has
received the go-ahead to begin
marketing the Wellness Program
both to our large groups (employers
will be charged a nominal fee for
the program) and other Blue Cross
and Blue Shield Plans.
"Six groups have already
expressed an interest in purchasing
the health education programs,"
Johns said. "We hope to turn this
into a successful venture for the
corporation." ♦

Some find their morning
break is a cooler time to
organize a brisk walk.
(L-R: Maxine Odum,
Sarah Lee,
Marianna Ward,
Norma Viana.)

�

"Can you believe it? I've got my
resting heart rate down to 58?!"
That's the kind of fitness-oriented
conversation being heard
everywhere around the building
these days.
The activity which is generating
al I the excitement is the On The
Move Program - a self-paced
aerobic exercise plan.
"It's been fun to see how people
are changing - how good they're
feeling about themselves," said
Mary Rose Patejak , health industry
analyst, Utilization and Health Care
Analysis department.
Patej ak added that she was
delightfully suprised at the variety of
participants - which represents all
levels of the corporation and
includes everyone from dedicated
athletes to those who haven't
exercised in years.
The program's broad appeal
seems to be due largely to its
design which helps people
gradually grow accustomed to
exercising so that it eventually
becomes second nature.

During the noon hour, tennis shoes with
business clothes represent the 'B0's
fitness look. (L-R: Pa tricia Jackson,
Wendy Rogers.)

Eleven hundred employees began
the exercise program and almost
800 made it through the first phase
to receive an On the Move tee shirt
(which, of course, had absolutely
nothing to do with anyone's
participation)! It appears as many as
seven hundred will finish the full 1 2
weeks and be a part of the
graduation celebration and
Superstars Day August 4th at Bolles
School.
According to Patejak, who along
with Susan Munson, Employee
Benefits manager, coordinated the
program, the forty team leaders
have been a key to the success of
the program - by keeping
everyone motivated.
And, of course, the idea behind
the program is that after
experiencing the good feeling that
comes with a regular exercise
program - people will want to
make exercise a way of life. ♦

Getting together for a jog right after
work is a fun way to get a good
workout. (L-R: Vickie Hardin, Pam
Bu/Jar, Karen A usum, Belinda Mitrosky,
Judy Brazile.)
Riverside offers many scenic paths for a
lunchtime walk with friends. (L-R: Pat
Render, Bobby Ross, Lila Rodgers,
Gloria Gardner.)
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Landmark Health
Care
Legislation
1
Becomes Law

Since we are health care consumers
ourselves - and employed within
the health care insurance
industry - we have a double
interest in legislative action such as
the new "Health Care Consumer
Protection and Awareness Act"
passed this session in Tallahassee
and signed into law.
The new law emphasizes the use
of competition rather than
regulation to achieve cost
reductions in health care. As a
member of the Governor's task
force on Competition and
Consumer Choice in Health Care,
Plan President William E. Flaherty
urged use of private market
initiatives rather than government
regulation to reduce increases in
health care costs.
Although the new legislation will
not reduce the current cost of
health care, it is anticipated that
measures like this, as well as
significant competitive activity in
the market place, will moderate the
rise in health care costs.
The best known provision of the
statute enables the state to review
proposed hospital budgets and
adjust those which exceed
allowable increases in revenues.
It is encouraging that this
measure promotes development of
private initiatives and calls for rate
regulation only as a final step.
By placing the emphasis on free
market competition, the law
encourages the use of price
7

competitive initiatives such as
preferred provider organizations
and health maintenance
organizations - alternatives which
Blue Cross and Blue Shield of
Florida is firmly committed to
offering consumers.
Another important provision of
the law concerns the issue of
indigent care. To ensure quality
care for Floridians on fixed
incomes, while at the same time
encouraging competition among
hospitals, the law enables the state,
in the near future, to create a fund
to increase Medicaid funding to
assist in indigent care.
In addition, the state w i l l study
the extent of the problem and
recommend alternative funding for
indigent care. Increased indigent
care funding should allow those
hospitals which have many charity
patients to compete in price with
other hospitals, without charging
paying patients more.
Budget review and indigent care
funding represent two of the major
ways this new law addresses health
care cost containment. Our
challenge will be to redouble our
efforts to deliver cost effective
health care options so that Florida's
health care climate is one in which
private market initiatives are free to
develop.♦

Talking Ab o u t
Cost Contain ment
I n Washington

� W@ □ D

Since the rise in health care costs
is one of the most critical issues
facing our country today, the
president of Blue Cross and Blue
Shield of Florida, Inc., William E.
Flaherty, and members of
Florida's Congressional
delegation met in Washington,
D.C. on June 1 9 to share their
views on health care cost
containment. This discussion was
part of the Fourth Annual
Congressional Briefing hosted by
Flaherty for the delegation.
This briefing provided an
excellent opportunity for Flaherty
and Florida legislators to
exchange ideas and discuss the
health care concerns of
Floridians. The focus was the cost
containment efforts of both Blue
Cross and Blue Shield of Florida,
Inc. and Congress. Cost-saving
initiatives by Blue Cross and Blue
Shield of Florida, Inc. already in
progress, like health maintenance
organizations and preferred
provider organizations, were
reviewed.
The event was the result of a
joint effort by Mike Hightower,
director of Governmental and
Legislative Relations and Ray
Chaffin, director of Government
Programs and their staffs. Close
coordination between the two
areas was maintained by Rochelle
Alford, manager of Governmental
Relations and Legislative Affairs
and Laura Jones, federal
legislative analyst, Government
Programs.♦

If our customer service
representatives are smiling more
than usual, they have a good
reason.
To find out how good our
customer service really is, the
Private Business Consumer
Research area decided to get tirst
hand information by asking our
customers their opinion of our 1 60
full-time customer service
representatives and of our overall
service delivery.
And the result? "We've received a
lot of positive response on thf;l
performance of our customer
service representatives," said
Barbara Hunter, director of Benefits
Administration.
A survey sent to customers asked
them to judge the service
representatives on courtesy,
knowledge, understanding and
clarity. And according to the
survey, our customer service
representatives as a whole received
high marks in all categories,
especially courtesy. "Most of our
customers seemed satisfied with the
attitude of the representatives," said
Diane Sibley, supervisor, Private
Business Consumer Research.
And most service representatives
agree, "attitude" is the key to doing
their job well.
"Listening to the customer is
important. I enjoy the contact with
the older people and try to be a
good, friendly listener for them to
turn to," said Janet duBois, a
customer service representative in
the Ft. Pierce office.
"I'm there to try and help the
customer," said Jane David,
Panama City customer service
representative. David said she tries
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to put herself in the customer's
position and remember that they
may be upset about their claims.
"What counts is trying to resolve
whatever problem they have and
understanding that the customer
doesn't usually understand
insurance," said Judy Jones, State
Group Correspondence,
Jacksonville.
duBois looks at the customer
service representative position in
this way, "I'm here to help my
parents. If I wasn't, I'd want
someone around who listened to
their problems and tried to help."
Sibley and Jan Jan Lam,
manager, Quality Management, said
7,243 Inquiry Satisfaction Surveys
were sent to a random sampling of
customers who had recently made
inquiries. The sample was chosen
from inquiries received by the home
and field offices. Nearly three
thousand surveys were returned.
David said customers she had
worked with came to her and told
her about receiving the surveys.
"They seemed pleased that Blue
Cross and Blue Shield of Florida
was taking the time to hear what
they had to say," she said.
The Private Business Consum8r
Research area plans to repeat the
survey on a periodic basis, as this
appears to be a good source of
information about our service in
general, as well as about individual
representatives.♦

Kids In
Distress

Some youngsters in Ft.
Lauderdale who probably
didn't have a friend in the
now know someone cares
Kids in Distress, a homE
abused children, has beer
"adopted" by the fifty-four
employees in the Ft. Laud
district office.
"It broke our hearts whE
heard about these childre1
Nancy Lawton, who is a
supervisor in the field offi<
Ft. Lauderdale staff has bt
making the holidays speci
the youngsters since Chri:
That's when John Sullivar,
Medicare Audit, delivered
group's first offering of fo<
clothes and toys to the ch
The sad stories of abust
Sullivan brought back tha1
day - of a Iittle boy beate
severely he was in a body
and a baby girl blinded by
severe treatment she'd rec
committed the group to hE
Kids in Distress permanen
"The people here are a 1
oriented group," said Law
wanted to sponsor this
organization because, eve
without the benefit of fede
funding, they're providing
home and love these child
wouldn't otherwise have."
Kids in Distress co-dire<
Jeanne Miley-Clark says n
the youngsters have never
experienced "the consider
and generosity" shared by
Lauderdale staff. "They ha
contributed a large measu
to these young I ives," she
"Our main concern was
children," Lawton said. "Br
found that by helping then
gained joy ourselves."♦

CUSTO MER SERVICE

;o nal Viewpo i nts
sors and managers who attended the team building sessions, at Jekyll Island in April and at Mission I nn
ne back with some definite ideas about customer service. Here are some of their thoughts:

�-

Bill Hazelhurst, supervisor,
Mai/room: "The
corporation's work starts
and ends here. By realizing
I have a part in achieving
the goal of superior
customer service, I now
feel more a part of the
organization. It's really a
team concept. I think if
everybody realizes the
i mpact they can have,
they'll work toward the
goal."

Ca rolyn Wennerstrom,
supervisor, Medical
Review, Pa rt A, Appeals:
"Our work comes to us
when a beneficiary has
appealed because a claim
has been denied. So, of
course, w� think we have
all the headaches. But
these meetings with
people from other work
areas helped me realize
what others have to put up
with in their jobs. It takes a
real effort but we all want
to give better service."

Corine Stewa rd,
supervisor,
Comprehensive Claims:
"We meet at break and talk
about the session at Jekyll.
It just made you feel
different about everything.
We're trying in claims to
process the work right the
first time. Superior
customer service is the
'total ballgame.' I think
we're heading in that
direction."

Jim Gray, Assistant
Manager, Medicare B
Claims: "The meetings
heightened my awareness
of the issue and the
company's dedication to
achieving better service. I f
everyone understands the
importance of superior
customer service to the
company and how they
can affect this in their own
jobs, we will have taken a
giant step toward
achievement of our goal. "

Frances Dyal, manager,
Systems Support:
"Improvements can be
made in all areas,
especially systems. While
we don't come into direct
contact with customers,
we support many of the
other areas which do. The
work sessions gave us a
good opportunity to meet
these people - to put
faces and personalities to
names. I think the result
will be better working
relationships between
departments."

Ma rio Rubio, manager,
Group Membership and
Billing: "In thi s department
we have a lot of contact
with subscribers and
groups. At Jekyll we all
came to look at customer
service as what we stand
for as a company. We're all
in this together. Customer
service is the responsibility
of every employee in the
corporation."

_______ People & Events

Sportsfest '84 This year's city-sponsored
recreation day was a day of fun in the sun at
Jacksonville Beach. Employees of a variety of
Jacksonville's companies - including about 20 Blue
Cross and Blue Shield of Florida employees competed in activities ranging from a "Best Body"
contest to Tug of War. Our employees tied for 5th
place, overall, out of 45 company teams. This happy
group placed second in the volleyball competition.
Pictured below - (front, L-R) Mary Plumm, Vickie
Robie, Vickie Brooks, (middle, L-R) Bonnie Blaess,
Raul Delvalle, Mike Schim ming, Debbie Chandler,
Charles Graziano, (back, L-R) Phil Merganthaler,
Deb b ie Hopkins, Bobbi Rhodes, Leslie Hart.

Can we play softball? Just ask Blue Cross
#1 women's softball team and Blue Cross#2 m en's
softball team. Each won first place in a softball
tournament with 9 other women's and 9 other m en's
teams from other Plans in the Southeast. Our other
two teams each finished fourth. Approximately 1 00
players and fans traveled by bus to Jackson,
Mississippi Memorial Day weekend for the
tournament. Four women and 3 m en from Blue
Cross and Blue Shield of Florida were chosen for the
all-star team. Mike German, Systems (below) and
Kim Kirkland , Medicare B Claims, (above) get what
they cam e for - hits!

Barbara Hunter

(formerly Hoffman),
Director of Benefits
Ad ministration, "monkeys
around" for the last tim e
before her May 27
wedd ing. Barbara's
friends surprised her in
the third floor cafeteria
with a bridal shower and
a singing telegram. "We
wanted to send her out in
style because she's so
special to us," said Janice
Boxx, the telegram
coordinator.
8

Our Famili__
•

!�
Bi!:ff

Stacey Elizabeth, on January 3
to Patsy Luense, Micrographic,
and her husband, Michael.
Eldon Casper Ill, on February 6
to Tina Bageant, Word
Processing, and her husband,
Buddy.
Lacey Marie, on February 23 to
Attie Bridges, Customer Service
Representative, and her
husband, David.
Kimberly Joy, on February 28
to Rikki Lackner, FEP Customer
Service, and her husband, Bill.
Stacie Diane, on March 6 to
Donna Orvin, Training &
Development, and her husband,
Pat.
Kellie Nicole, on March 19 to
Peggy Bennett, Analysis and
Research, and her husband,
Randy.
Brynne Annette, on April 6, to
Larry Payne, Professional &
Provider Relations and his wife,
Diane.
Matthew Elton, on April 23 to
Karen Moore, Medicare B, and
her husband, Kelly.
Daniel Joseph, on May 14 to
Christine Lane, Institutional
Reimbursement, and her
husband, Peter.

Adoptions

on May 20 to
Charles Menzel, Internal Audit
and his wife, Francis.
Charles Watson,

Marriages

a

\

Service*
Anniversaries

Rita C. Carter, Special Inquiries, *25 YEARS
to William D. Sheppard, Jr. on
Delphiane Detrick
May 26, 1984.
Florida Marketing
Larry K. Williams, Mail
James Geer, Jr.
Operations, to Blanche E. Watson
Mutual Activities Unit
on May 5, 1984.

*20YEARS
Laura Jones

Government Programs
Marketing

e... r.,,

* 15 YEARS
Margaret Anderson

• ,. l

,,

Retirees

,

'•,

Direct Accounting
Unit IV, will retire after 23 years
of service.
Doris Milloy, Micrographics, will
retire after 17 years of service.
Eyler P. Bray, Professional and
Provider Services, will retire after
17 years of service.
Jane Cogburn, FEP
Correspondence, will retire after
15 years of service.
Klara Schlinkmann, Private
Business Claims Preparation,
will retire after 15 years of
service.
Lewis Suber, Engineering and
Maintenance, will retire after 15
years of service.
Sallie Key, Medicare B Mail
Operations, will retire after 10
years of service.
Reba Hall,

Federal Employee
Supplemental Claims
Eliza Baker

National Accounts and Critical
Inquiries
Willie Blunt

Inpatient Processing Section

Cassandra Brock

Superior
Customer Service:

Making It Work . • •

Sidney Ough

Systems Support
Sandra Reber

Production and Change
Control
Stephen Sanders, Jr.

Health Services Data

Klara Schlinkmann

Private Business Claim
Linda Smith

Rating and Underwriting
Donna Terry

Inquiry Control
Gussie Turner

Ft. Myers District Office
Glenn Utt, Jr.

Hospital Charge Audit-Central
Gerald Vaughan

Claims Support
Lewis Wussier

Systems Support

Major Medical Comprehensive
* 10YEARS
Suspense
Paula Chastain

Financial Accounting
Jane Cogburn

FEP Correspondence

Emily Crum

Federal Employee
Supplemental Claims
Patricia Fitzpatrick

Wanda Ashley

Cashiers

Minnie Banks

Private Business Claim
Jean Becker

Local Group Inquiries

Sharon Bell

Med B Telecommunications

Organization Personnel
Development

Gladys Bennefield

Alma Fowler

Flora Briley

Peggy Gray

Medicare Microfilm Simplex

Admin. Services Post Claims
Audit
National Accounts and Critical
Inquiries

Janet Heney

Advanced Systems Planning
Robert Luker

Systems Support
Johnsetta Mack

Inquiry Control

Medicare Microfilm Simplex

Cost Accounting
Patricia Brown

Robert Carlton

Management Systems

Valarie Dexterhouse

Direct Market Inquiries

Victoria Egerman

ASO State Group
Correspondence
James Gray

Med B Claims

Laura Herrington

Technical Services
Harriett Holmes

Correspondence Section
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Managers and supervisors from
every department of the
corporation - from accounting to
word processing - got together
recently and found that no matter
how varied their work, they all have
one thing in common: the delivery
of service to our customers.
And, if everyone is working for
the same customers, the team
bu ilding group determined, it
naturally follows that the corporate
goal of superior customer service
has to be shared by everyone if it is
to work.
"Not really understanding the
goal and their responsibility in
helping achieve that goal had left
some employees with the
misconception that superior
customer service is strictly a
customer service department issue,"
said Tom McGeehan, director of
Cu stomer Service, who served as
technical advisor to the work
groups. "The major result of these
work sessions was a new awareness
that soon began to grow into a
feeling of individual commitment to
customer service."
"Successful delivery of our
services," McGeehan said, "requ ires
that we understand our customers'
needs. "
And when it comes to knowing
what our customers needs are, the
Florida Plan has a strong
advantage. Our Inqu iry Control
System provides an automated
means of recording all inqu iries
received from customers through
letters, phone calls and visits. This
system makes it possible for us to
analyze the 1 20,000 inqu iries we
receive monthly and, consequently,
allows us to determine the specific

People Make It Happen
by John Nunn

People make it happen
Make it come alive;
We have to work together
So Blue Cross can survive.
Superior customer service
Isn't just a phrase
It's a concept we11 live with
For the rest of our days.
People make it happen,
Commitment is the key;
If you can't buy in
You can say good-by.
The Jekyll Island lesson?
Commitment is the key;
Superior customer service
Depends on you and me.

needs and concerns of our
customers.
The key, then, McGeehan
emphasizes, is to make sure
everyone works together to respond
to those needs once they have been
identified.
According to William E. Flaherty,
Presi dent of Blue Cross and Blue
Shield of Florida, superior customer
service is a critical issue for the
corporation at this time. "If we are
to su cceed in the changing
environment of health care delivery
and financing, and if we are to
remain competitive, we must be a
leader in the industry and be
recognized as the 'best.' Servicing
our various publics through
superior customer service is crucial

to that accomplishment," FL
said.
McGeehan said he believi
the work sessions with supe
and managers have created
powerful nucleus of people
the corporation who now he
renewed commitment to thE
for individual dedication to ·
of superior customer servic(
McGeehan added, "It's hopE
they can now pass that awa
on to the others in their are,
corporate-wide customer SE
task force is also being fom
With this groundswell of su I
should be able to keep mov
the right direction."♦
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People & Events
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Everline Holt
Micrographics
Cora Humphreys
Medicare B Claims Examining
Suzy Johnson
Medicare A Production and
Quality Control
Frances Johnson
Prescription Drug Claims
David Kleba
Systems Development
Loraine Klein
Ft. Lauderdale District Office
Catherine Lawall
Tallahassee District Office
Janet Lewis
Network Operations
Sally Lintzenich
Micrographics
Becky Meece
Computer Operations
Rhodann Mercer
Federal Employee
Supplemental Claims
Judy Myrick
Telecommunications
Joanne Nesmith
Request Refund
Betty O'Quinn
Medicare A Outpatient Home
Care
Marcia Reid
Health Services Data
Patricia Richards
Correspondence Section
Jeffry Suggs
Computer Operations
Jacquelyn Ward
Systems Support
Deborah Weisman
Claims Technical Support
Gerald Williams
Computer Operations
Vanessa Williams
BS Basic Suspense Examining
Karen Wilson
Incoming Mail Distribution

* 5 Y EARS
Carlos Lens
Coral Gables Audit Branch
Linda Lince
Marketing Advertising and
Sales Promotion
Gloria Lopez
Miami District Office
Eugene Moore
St. Petersburg District Office
George Partin, I l l
Jacksonville Audit Branch
Dianna Pritchett
West Palm Beach District
Office
Ronald Rugg
Engineering and Maintenance
Rita Towne
Orlando District Office

* 1 Y EAR
Cary Britt
Tampa Branch Audit
Joseph Butler, J r.
Finance
Gail Collins
Professional & Provider
Services
Clark Coogan
Internal Audit
Kim Cox
Statistical
Grover Crawford
Tampa Branch Audit
Andy DePirro
Rating & Underwriting
Elaine Dillon
West Palm Beach District
Office
Kathryn Forbes
Tampa Branch Audit
Joseph Friedman
Coral Gables Audit Branch

Michele Gatto
Corporate Budget Department
Joni Gilliard
Information Department
Darryl Hanner
Medicare B Communications
Unit Ill
Carl Hutton, J r.
Safety and Security
Karen Jenckes
State Group Claims
Michael Jenkin
Health Industry Systems
Jacqueline Jones
Private Business Claims Exam
Entry
William Jones, Jr.
Manual Systems and Methods
I. David Kibbe
Institutional Reimbursement
Administration
William Lambert, IV
Engineering & Maintenance
Richard Latner
Word Processing Center
Jeanette Lewis
PARO Automated Desk Review
Marie Madarasz
Ft. Lauderdale District Office
David Mandel
Actuarial/ADS
Jorrie Mathis
Medicare B Claims Examining
Isaac Mcclary, J r.
Medicare B Mail Operations
Rose Miller
FEP Basic Claims Processing
Donna Pacifico
Financial Accounting
Kelly Palmer
Sales

Valarie Powers
West Palm Beach District
Office
Teresa Pugh
Private Business Claims Exam
Entry I
James Rowe
Coral Gables Audit Branch
Lawrence Smith
Actuarial
Nancy Stowers
Network Operations
Francisco Talana
Coral Gables Audit Branch
Cheryle Taylor
Manual Systems and Methods
Laura Thorpe
West Palm Beach District
Office
Sara Vega
Coral Gables Audit Branch
Nancy Wall
Medicare A Project
Laura Werber
National Accounts Receivable
Anderson Whiddon
Analysis and Forecast
Julian Whitekus
Actuarial
Sharon Wilkerson
Medicare B Mail Operations
David Winland
Miami District Office
Sharon Wise
Medicare A Medical Review
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Women's Intramural
Softball

Aerobics

15
Blue Cross/Blue Shield
Family Night
with the
Jacksonville Suns

16

22

23

29

11

Women's Intramural
Softball

17
Aerobics

Women's Intramural
Softball
T-Men vs.
New York

Aerobics
New Sales
Representatives
Briefing

24
Women's Intramural
Softball
Jacksonville Suns vs.
Orlando (thru 7/25)

Aerobics

31
Women's I ntramural
Softball
"Lighten Up" Stress
Management Class

30

1984

s

5

4

10

9
Jacksonville Suns
vs. Knoxville
(thru 7/1 1 )

14

20

27

Blue Cross
Blue Shield

of Florida

Tennis Lessons

14
T-Men vs.
Ft. Lauderdale

20

21

27

28
T-Men vs.
Rochester

w

Tennis Lessons

Employees'
Club Trip to
Circus World
Jacksonville Suns vs.
Charlotte (thru 7/31)

1984

T

F

s

Aerobics
1
Men's Intramural
Softball
Jacksonville Suns vs.
Birmingham (thru 8/4)

2

8

9

10

1 1 Tennis Lessons
I ntramural Softball
Tournament
Drew Park

16

17

18 Tennis Lessons
Employees' Club
Trip to Six Flags
Jacksonville Suns vs.
Greenville (thru 8/21 )

24

25

3

Tennis Lessons
Super Saturday!

Payday
Tennis Lessons

Aerobics

Aerobics
Jacksonville Suns vs.
Columbus (thru 8/25)

23

Tennis Lessons

Tennis Lessons

30
Aerobics

4

Payday
Tennis Lessons

Aerobics
Men's Intramural
Softball

29

PROFILE

P.O. Box 1 798
Jac ksonvi l le, F l o rida 32231 -00 1 4

13

Payday
Board of Directors
Meeting (thru 6/21 )
26

22

28
Aerobics

7

Aerobics
Men's Intramural
Softball

15

21
Aerobics

26

Blood Drive
Jacksonville Suns
vs. Chattanooga
(thru 7/1 5)

19

25

Tennis Lessons
T-Men vs.
Ft. Lauderdale

Aerobics
19

12

6
Payday

Aerobics
Men's Intramural
Softball

T

7

13

Aerobics
Men's Intramural
Softball
Blood Drive

18

Women's I ntramural
Softball
Tennis Lessons
12

T-Men vs.
Oklahoma City
Independence Day
Company Holiday

s

F

T

5

AUGUST

M

6

w

T

3
Aerobics

8

:Tc

CA L E N DAR O F ACT I V I T I E S
JULY
1984
1984

Payday
Tennis Lessons
Jacksonville Suns vs.
Orlando (thru 9/1 )

31

B U L K RATE
U . S . POSTA G E
PA I D
JACKS O N V I LLE , FL
PER M I T No. 85

/-S-u. � 1 1

